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DETAILED ACTION 

1 . This action is in response to applicant's amendment filed on 7/22/05. Claims 1 , 
2, 4 - 9, 1 1 - 18, and 36 - 38 are now pending in the present application. This action 
is made final. 

Claim Rejections - 35 USC § 103 

The text of those sections of Title 35, U.S. Code not included in this action can 
be found in a prior Office action. 

2. Claims 1 , 2, 4, 5, 8, 9, 1 1, 12, 15, 16, and 36 - 38 are rejected under 35 U.S.C. 
103(a) as being unpatentable over US 6,738,473 (Burg et al.) in view of US 5,802,526 
(Fawcett et al.) and further in view of US 6,539,080 (Bruce et al.) 

As for claim 1, Burg et al. discloses a method for publishing call queue 
characteristics (See Abstract, lines 8-11 ). While not directly disclosed, it is inherent in 
Burg's et al. system the monitoring a plurality of characteristics of a hold system (as 
read on providing information such as, wait time estimate and queue length including 
place in queue, based on a caller's reouest)( See Col. 5. lines 43-48 ). 

As per the limitation in claim 1 regarding " responsive to a selection bv a caller 
currently waiting within said on hold system of a particular format from a menu of a 
plurality of available formats for publishing said plurality of characteristics to said caller 
in said particular format ": Burg et al. teaches the following: 

"If the request [made by the caller] is a wait time estimate, for example, the 
system may provide an estimate of the approximate time of waiting until the call may be 
answered. [...] An example of a status message would be "Your call will be served in 5 
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minutes". The signaling gateway 460 may prepare a reply packet to the ISP 450 and 
computer 400 which may include a web page, audio announcement, pop-up window, 
etc." (See Col. 5, lines 53-56 and 60-65 ). 

It can be seen that Burg et al. disclose "responsive to a selection by a caller 
currently waiting within said on hold system" (may be read on the request made by the 
caller for a wait time estimate). 

In regards to the claimed "...presenting a caller concurrently waiting on a call 
within said hold system with a selectable menu of a plurality of separate available 
formats and a plurality of separate available output interfaces... ", Fawcett et al. teaches 
that a user / caller to a call / support center having interactive voice response 
capabilities allows the user to choose an option to listen to query responses via voice or 
via a visual display. (Col. 2, line 61 -Col. 3, line 51 , Col. 7, line 5 - Col. 8, line 58 of 
Fawcett et al.) Note that because Fawcett et al. teaches the ability to present 
information using either or both audio and visual means, it is inherent that there are a 
plurality of output interfaces, even if both means are ultimately outputted to the same 
computer or device. 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to have modified the invention of Burg et al. with the invention of 
Fawcett et al. inasmuch as Fawcett et al. notes the motivation for the ability to present 
information to a call center caller in both audio and visual formats, i.e., menus are 
sometimes easier to traverse using visual means, or alternatively, visual means may not 
be adequate to address a caller's needs. (Col. 2, lines 21 - 52, Col. 4, lines 4 - 18 of 
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Fawcett et al.) Note that while Burg et al. teaches presenting queue information and 
Fawcett et al. teaches presenting response information, the notion of the ability to 
choose how information is to be presented to a caller is of ultimate import. Both Burg et 
al. and Fawcett et al. teach presenting certain information to a caller. Because Burg et 
al. already must know queue information as described above, it would simply be a trivial 
matter of applying the presentation options Fawcett et al. applies to responses to the 
queue information of Burg et al. The queue information is arguably information just like 
the response information from the system perspective. 

In regards to the claimed " ... comprise at least a calling device used by said 
caller to place said call, a web site, and a messaging account..." Bruce et al. teaches 
the ability to present caller-requested information using live voice, synthesized voice, 
interactive voice, over a telephone or calling device, or alternatively using a voice mail 
message, email, pager, or personal digital assistant means. (Col. 2, line 44 - Col. 3, 
line 12, Col. 5, lines 34 - 52, Col. 8, line 38 -Col. 1 1 , line 12 of Bruce et al.) 

Therefore, it would have been obvious for one of ordinary skill in the art at the 
time the invention was made to have expanded the capabilities of Burg et al. and 
Fawcett et al. to include the message means taught by Bruce et al. inasmuch as 
Fawcett et al. already contemplates at least some type of Internet / data 
communications which arguably encompass or at least provide the requisite capability 
for email messaging and Burg et al. also teaches the ability to ask for a change in 
communication modes using email or other messaging means. (Col. 2, lines 7-21 of 
Burg et al. and Col. 12, line 45- Col. 15, line 1 6 of Fawcett et al.) 
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As for claim 2, Burg et al. discloses monitoring at least one from among a current 
activity status of said on hold system (or queue length including place in the queue), 
and an estimated activity status of said on hold system (or wait time estimate) of at least 
one current caller on hold within said on hold system ( See Fig. 3. Steps 300-305 and 
Col. 5, lines 43-48 ). 

As for claim 4, Burg et al. discloses publishing said particular format as voice (or 
audio announcement ) or graphical format (or web page/ pop-up window ). 

As to claims 5, 12, 16, and 36 - 38, such is inherent because in order to 
message using for example, email, an email address must be known so that the email 
may be sent to the correct recipient. The same is true for any data communications. As 
discussed in Fawcett et al., in order for communication using the Internet, an IP address 
must be identified whether manually input or automatically determined. See again the 
above-referenced portions of Fawcett et al. 

Claims 8 and 15 are rejected for the same reasons as claim 1 . 

Claim 9 is rejected for the same reasons as claim 2. 

Claim 1 1 is rejected for the same reasons as claim 4. 

3. Claims 7, 14, and 18 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over US 6,738,473 (Burg et al.) in view of US 5,802,526 (Fawcett et al.) and further in 
view of US 6,539,080 (Bruce et al.) and Coussement (US 2002/0055967). 
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The combination of Burg et al., Fawcett et al., and Bruce et al. teach the system 
as claimed except for " filtering a preferred selection from among said plurality of 
characteristics according to output preferences for said caller ". 

Coussement teaches Web Presence Software (WPS 16) enhanced with a 
filtering capability of filtering status information that closely matches a user request (or 
output preferences for said caller)(See Description of the Preferred Embodiments, P. 
0061, lines 1-5). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made, to modify the above-discussed combination as per the teachings of 
Coussement; and thus in this manner provide a system that will save phone costs for 
customers (or callers) as well as reducing utilization requirements of communication 
center interface technologies. 

Note as well that Fawcett et al. teaches a form of filtering in that past interactions 
are studied / utilized to determine probabilistically, what should be presented to a caller. 
(Col. 3, lines 29 - 39 of Fawcett et al.) 

Note as well that if a particular format is chosen, it would be contrary to the 
purpose of the present invention or any other like system not to present the filtered 
selection using the chosen format. 
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4. Claim 6, 13 and 17 are rejected under 35 U.S.C. 103(a) as being unpatentable 
over US 6,738,473 (Burg et al.) in view of US 5,802,526 (Fawcett et al.) and further in 
view of US 6,539,080 (Bruce et al.) and Ginsberg (US 6,064,730). 

The combination of Burg et al., Fawcett et al., and Bruce et al. teach the system 
as claimed except for " monitoring an expected subject matter selection of a plurality of 
calls currently on hold within said on hold system ". 

i 

Ginsberg teaches "Furthermore, as shown in FIG. 4, the agent's skills will be 
displayed in display field 168, such that a customer only concerned with red widgets, 
for example, will know to contact agent 165a and wait on the queue 171 associated 
with the virtual room 161. Likewise, a customer interested in green widgets, or, a 
French-speaking customer, will be able to contact agent 165b in room 162 as an 
indication is provided in display field 169 that agent 165b having those skills, is 
currently available. Thus, a customer calling in to the call-center, will see that 
particular room is manned and may make contact accordingly." (See Detailed 
Description, Col. 5, lines 5-15). 

It would have been obvious to one of ordinary skill in the art at the time the 
invention was made to modify the above-discussed combination by adding the step of 
monitoring an expected subject matter selection of a plurality of calls currently on hold 
within said hold system (as read on "a customer interested in green widgets, or, a 
French-speaking customer, will be able to contact agent 165b in room 162 as an 
indication is provided in display field 169 that agent 165b having those skills, is 
currently available"), thus in this manner allowing a caller (or customer) to be better 
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informed about the waiting time for a particular service (or subject matter) in the 
agent's skill area. 

Response to Arguments 

5. Applicant's arguments with respect to claims 1 , 2, 4 - 9, 1 1 - 18, and 36 - 38 
have been considered but are moot in view of the new ground(s) of rejection. 

Note that in the remarks portion of applicant's response, applicant has stated that 
claims 1 , 2, 4 - 9, 1 1 - 18, and 36 - 41 are pending. However, to the best of 
examiner's knowledge, only claims 1 , 2, 4 - 9, 1 1 - 18, and 36 - 38 are pending. 

Conclusion 

6. Applicant's amendment necessitated the new ground(s) of rejection presented in 
this Office action. Accordingly, THIS ACTION IS MADE FINAL. See MPEP 

§ 706.07(a). Applicant is reminded of the extension of time policy as set forth in 37 
CFR 1.136(a). 

A shortened statutory period for reply to this final action is set to expire THREE 
MONTHS from the mailing date of this action. In the event a first reply is filed within 
TWO MONTHS of the mailing date of this final action and the advisory action is not 
mailed until after the end of the THREE-MONTH shortened statutory period, then the 
shortened statutory period will expire on the date the advisory action is mailed, and any 
extension fee pursuant to 37 CFR 1 .136(a) will be calculated from the mailing date of 
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the advisory action. In no event, however, will the statutory period for reply expire later 
than SIX MONTHS from the date of this final action. 

7. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Hector A. Agdeppa whose telephone number is 571- 
272-7480. The examiner can normally be reached on Mon thru Fri 9:30am - 6:00pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ahmad F. Matar can be reached on 571-272-7488. The fax phone number 
for the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 



Hector A. Agdeppa 

Examiner 

Art Unit 2642 
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October 12, 2005 
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